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Message from the Director
By Susan Wood, Director, BIMA

Greetings! This is the second publication of
the “Food Stamp News,” and there has been
a big change in state level responsibilities
since the first edition. Responsibility for the
Food Stamp program and for Income
Maintenance administration moved from
DWD to DHFS effective July 8, 2002. A new
Bureau of Income Maintenance
Administration (BIMA) has been created in
DHFS for these new responsibilities – it joins
the Bureau of Health Care Eligibility (BHCE)
as part of the Division of Health Care
Financing. Staff in both bureaus are working
together to focus on these key priorities:
1. Implement major policy and program

initiatives including FS program changes
implemented in the federal Farm Bill,
SeniorCare, and a new Medicaid
subprogram for Family
Planning coverage that
will begin in January
2003.

2. Implement coordinated
quality assurance
initiatives across the FS and
Medicaid programs, especially to
establish effective strategies to address
FS payment accuracy.

3. Standardize policy communications,
evaluate training and technical
assistance needs at the local level; and
redirect resources if needed.

4. Establish capacity in DHFS for FS
program management and IM in a
number of administrative areas including
new MOUs with DWD, coordination with
the other key nutrition programs run by
DHFS, staffing the Income Maintenance
Advisory Committee (IMAC), and issuing
the 2003 IM contracts with counties and
tribes.

IMAC is an important partnership for DHFS.
It is the forum for discussion of IM
administrative, contractual, policy, workload,
and funding issues. It is also the place
where we will be looking for new ways to do
business in the current environment of
increasing caseloads and budget shortfalls.
Over the past few months, IMAC has
redesigned its structure and developed a
more formal subcommittee structure to
respond to our mutual agenda and to assure
that we have effective channels of
communication with local agencies as we
address these important issues. These are
the three formal subcommittees:
Program Simplification 
� Focus on opportunities for integration

and coordination between FS and
Medicaid and with the employment
programs administered by DWD.

� Provide feedback on existing programs
and procedures and make
recommendations on the design,
implementation, and evaluation of new
initiatives.

� Goals are to improve customer service;
ease workload for local agency workers,
and improve efficiency and effectiveness
in IM programs.

� First priority – the Farm Bill.
Quality Assurance 
� Provide frontline examples of the nature

of errors to alert the State to the
problems encountered by the agencies.

� Review and discuss State QA and error
reduction proposals to be implemented,
with the front-line experience taken into
consideration as these decisions are
made.

� Develop proposals to change or update
processes or systems and how to best
disseminate information to local agency
staff.
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Information Technology
� Represent the interests of local agencies

in strategic planning for automation
efforts.

� Identify problems, explore options, and
make recommendations for IT systems
improvements to DHFS and DWD.

� Recommend effective communication
channels between the local agencies and
DHFS and DWD about priorities,
concerns, and work in progress.

There are also two other active ad hoc
committees:
� Workload issues – this is the group

looking at IM funding and ways to reduce
work at the local level.

� Coordination with W-2 and Child Care
programs – working jointly with the
DWD Contract and Implementation
Committee on issues of mutual interest.

On behalf of all of the state staff, thank you
for all that you do in support of the people
served by these programs. We all look
forward to working with you to improve the
health and nutrition status of our citizens
and to streamline administrative policies and
procedures for you and our customers as
much as possible.

Training Section
News
By Jenny Thompson,
Training Officer

Remember that material and
classes located in new worker training can
be used as refresher training for
experienced workers.

Check out the online Registration Center to
see all classes being offered. For a
complete list of new worker courses check
out the schedule on New Worker Central. 

Upcoming Training (4th Quarter)
October: Interviewing Skills with Tim Gard
(Oshkosh, Milwaukee); KIDS to CARES to
Case Comments (Mosinee, Milwaukee);

Why Did CARES Do That? (Statewide);
Working 9 to 5…Not! (Oshkosh) 

November: Food Stamp Online Handbook
(Superior, Milwaukee); KIDS to CARES to
Case Comments (Statewide); Why Did
CARES Do That? (Oshkosh) 

December: Food Stamp Online Handbook
(Oshkosh, Mosinee); KIDS to CARES to
Case Comments (Madison, Mosinee); Why
Did CARES Do That? (Mosinee) 

Policy Update
By Jeff Brikowski, FS Policy Analyst

We currently are in the process of
implementing mandated shelter standards.
All households with verified utility expenses,
including heat, electricity, cooking fuel, water
and sewer, phone, and/or garbage and
trash, will be required to use a standard
utility allowance. 

This will end "actual" utilities as an option.
One reason for this change is legislation in
the 2002 Farm Bill that allows us to
eliminate utility expense proration for
ineligible individuals or shared household
situations by mandating utility standards.
The proration of utility expenses has
historically been very complicated and error
prone. Also, our current LUA or “Other”
standard allowance policy is out of
compliance with the federal regulations. This
policy change will correct that.

We plan to implement this change effective
10/01/02, the same time as the yearly FFY
2003 mass change of income limits and
table updates. See Operations Memo 02-54
explaining the new policy and procedures.

DXBM and QC Tips
See a complete listing of DXBM

messages and QC Tips issued to
date.

http://www.uwosh.edu/ccdet/wss
http://www.dwd.state.wi.us/destrain/imnwcentral/schedule.htm
http://dwdworkweb/desbfs/pages_callcenter/dxbm.htm
http://dwdworkweb/desbfs/pages_callcenter/dxbm.htm
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Food Stamp Policy Advisory
E-committee
By Sara Pynenberg, FS Policy Analyst

This advisory group, which consists entirely
of local agency staff, aids in FS policy
development. Workgroup members
communicate electronically through e-mail,
eliminating the need to schedule meetings,
travel, or be away from the office. Group
members are free to respond to requests for
feedback as their time permits in an open
format for communication.

The group reviews and provides valuable
feedback on FS issues in CARES, FS
waiver requests, FS Ops Memos, various
FS policies, and CARES business
requirements for projects such as SSI auto-
update. Future projects that will be shared
with them for review and feedback are CAF
revisions and FS policy options resulting
from the new Farm Bill legislation.

Each region is represented by 2 workgroup
members.

Ashland Region
Jane Erickson and Becky O’Brien

Eau Claire Region
Mike Serum and Nancy Thompson

Green Bay Region
Bonnie Debauche and Liz Mahloch

Madison Region
Pam Waffle and Paulette Penick

Milwaukee Region
Jacaie Coutant and Denise Fredrickson 

Rhinelander Region
Pam Flatoff and Elaine Voeltner

Waukesha Region
Jackie Bennett and Ed Kamin

We at BIMA wish to express our sincere
thanks to these individuals for their
commitment to the improvement of the FS

Program for local agencies and FS
recipients.

Error Reduction Team
By Marcia Williamson, QA Specialist-
Advanced

The FS Error Reduction
Committee was
established in 2000 as

part of the County/State Income
Maintenance contract. It is a technical
workgroup jointly comprised of state and
local agency staff for the purpose of
proposing and implementing ways to
effectively reduce Wisconsin’s Food Stamp
error rate. 

Some of the projects already completed
include training sessions about prospective
budgeting, supervisor forums, awarding
local agency error reduction grants, creating
change reporting folders for clients, and
conducting a client survey of reporting
requirement awareness.

Projects that will be completed in the near
future include client reporting posters, a
change reporting PowerPoint package that
can be run at the desks of agency workers,
and interviewing training presented by Tim
Gard. The team is also intensively looking at
alerts and will have some recommendations
in September as to which alerts are not
helpful, which need more clarity and
instruction, and which are most important for
FS accuracy.

The team has also looked into a few things
that it decided to not pursue, such as a state
change reporting hotline and bus advertising
for Food Stamp eligibility and reporting
requirements.

If you have any suggestions for this
committee to pursue for program
improvement, send them to either of the two
co-chairs, Marcia Williamson
marcia.williamson@dwd.state.wi.us or
Jackie Bennett jbenn@racineco.com.

mailto:marcia.williamson@dwd.state.wi.us
mailto:jbenn@racineco.com
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Events
By Lisa Hanson,
Program
Improvement
Consultant

2002 Big Ten Food Stamp
Payment Accuracy and Customer Service
Conference
Indianapolis, IN August 21-23, 2002

This year’s Big Ten Conference was held in
Indianapolis, Indiana. Wisconsin had the
opportunity to send 46 state and local
agency staff to participate in the conference
activities. The conference provides the
opportunity for states to share their best
practices for food stamp payment accuracy
with other Big Ten States. As stated in the
opening ceremonies, “Thou shalt steal.” Not
something you would normally hear, but it
was a way of expressing the importance of
taking back as many ideas as possible.  

The State of Wisconsin has asked each
participant to report on what s/he learned at
the conference. This information will be
compiled and evaluated for the possibility of
implementation in Wisconsin. Always
remember, “No idea is ever wrong or bad!”

Comments from individuals who had the
opportunity to attend this year’s Big Ten
Conference:
“The exposure to Food Stamp staff from
other states was an eye opener. I will be
presenting a Big Ten report to our staff at
our next all-staff meeting and be able to say,
“We are not alone, they are just like us,” i.e.,
other states are attempting to keep error
rates low or trying to lower theirs. They get
overwhelmed with the many changes in the
program. Computer systems cause
headaches with everyone. I will be sharing
this at our next meeting and hopefully this
will boost morale a tad bit.”

“I have already benefited from the
participant directory. I contacted a

supervisor from Cook County, Illinois to
verify benefit closure. I met him at the
conference and he was very helpful in
assisting me to produce timely benefits for
the client. Usually it is virtually impossible to
contact a worker in Cook County, Illinois, so
it was wonderful!!” 

“I had a great time at the conference and I
learned many things. Thank you for the
opportunity to attend.” 

Next year’s Big Ten Conference will be held
along with “Wisconsin’s 4th Annual Food
Stamp Program Improvement Conference”
in Milwaukee, WI. We look forward to giving
all agencies the opportunity to attend
and share ideas for payment
accuracy. Big Ten Conferences are
learning experiences for everyone!

Investigative Interviewing Training
Statewide August, September, October
Tim Gard has just completed his first training
session in Northern Wisconsin. There was
some disappointment in the numbers of
participants at the sessions, but those who
did attend thought the training was
outstanding. Tim’s knowledge and
experience of the Food Stamp Program
along with his investigation skills make him
one of the most qualified candidates to
provide Investigative Interviewing Training.  

Tim provided participants with some key
ideas for how to make their interviews more
effective. “Follow the money” and “question
until they’re empty” are key themes of the
training. Each agency will receive
interviewing desk guides and videos based
on Tim’s training in the near future.

Tim’s final training round of sessions is
scheduled for Sept. 30th to Oct. 3rd. The
training will be held at Southern Wisconsin
training sites. Please see the on-line
registration site for locations and times. Be
sure to get yourself registered, time is
running out!
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QA Corner
By Marcia Williamson, QA Specialist-
Advanced

The Food Stamp Error Reduction Team is
working on ways to address the large client
non-reporting error element in our state’s
food stamp accuracy statistics. The state’s
Food Stamp Quality Assurance Reviewers
created and conducted a survey of all
customers visited in a recent sample month
to see if they understand reporting
requirements. 

Use the link below to view the survey
questions and responses. Comments made
by customers are included as well, because
they can be helpful in identifying ways we
can improve. While these results do not
apply to all ES staff or all counties, it does
indicate an overall need to improve our
methods of client education for reporting
responsibilities.

Food Stamp QC Survey

Note: You will need Adobe Acrobat installed
on your computer to see this document.  If
you do not have Adobe Acrobat installed, or
want to know more about viewing PDF files,
select the following link: Viewing PDF files.

PAC Update
By Krina Christensen, PAC Team Field
Consultant

The Payment Accuracy Consultant (PAC)
team is a group of Food Stamp experts
made up of two coordinators and seven field
consultants. The leaders are Jack Jastrow,
located in the southern region of the state,
and Judy Johnson, located in the northern
region. The consultant team members,
Melody August, Marsha Bush, Krina
Christensen, Eevon Rowell, Chris Stanke,
Linda Weiler, and Brenda Wilson, are
scattered throughout the state. They are
joined by Linda Konsella, who is a Food
Stamp-specific trainer.

Currently, the PAC team visits local county
agencies to provide a variety of services in
the arena of error reduction. Their
assistance ranges from 2nd party reviews to
best practice power point presentations.
Their goal is to improve payment accuracy
through various error reduction initiatives.
The team has completed visits in 21 county
and/or tribal agencies to date. 

Some recent success stories involve Fond
du Lac County, who completed
their PAC team visit with a 3%
error rate, and Outagamie

County, who soared to an all-time
PAC best 2.5% error rate based on
2nd party review findings. The PAC
team wants to offer a huge

congratulation to both of these agencies for
a job well done. You can currently find the
PAC team in Rock, Manitowoc, Waupaca,
Burnett, and Forest counties. We look
forward to working with you!

When to Convert EBT Benefits
to Coupons
By Judy Woelfel, FS Policy Analyst –
EBT 

EBT benefits can be converted to food
stamp coupons if the food stamp household
moves to another state and the household is
not able to use the Wisconsin QUEST card
at retail stores certified by FNS in the new
state. Most states have implemented EBT
and are interoperable, meaning that
cardholders can use the Wisconsin Quest
card in these states. 

It is becoming more difficult for customers to
use food stamp coupons in states that have
implemented EBT. FNS-certified stores are
required to take food stamp coupons but are
also required to give change in coupons
according to FNS rules. If stores can’t give
change in coupons because their supply is
limited, they may refuse to take them. 

As of 7/1/02, there are only 10
states/territories that have not implemented

http://www.dwd.state.wi.us/dws/onspi/pdf/qc_survey_results.pdf
http://www.dwd.state.wi.us/viewers.htm#Acrobat
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EBT statewide: California, Delaware, Guam,
Iowa, Maine, Mississippi, Nebraska, Puerto
Rico, Virgin Islands, and West Virginia. Ohio
and Wyoming are not interoperable because
they use a smart card. Don’t convert EBT
benefits to coupons when the household
moves to Illinois because there are many
Illinois stores that process Wisconsin
QUEST card transactions. Refer to the list of
Illinois stores on the chart in FSHB Appendix
Chapter 24.02.16.01. Always refer to this
chart before converting EBT benefits to
coupons. It is updated regularly through
FSHB releases.

Sometimes a cardholder may ask a store in
an interoperable state if they will take the
Wisconsin QUEST card and will be told no.
This is a retailer training issue and FNS is
aware that this may occur. We suggest that
the cardholder simply tell the clerk that they
are using an EBT card when they check out. 

FS Handbook Tips
By Dave Hippler, FSHB Writer

Food Stamp First Aid Kit 
The FS First Aid Kit is now obsolete. The
First Aid Kit was a desk aid that provided
case processing details for different
circumstances. In the past those details
were never included in the FSHB. But, now
they are in the new Appendix Chapter 25,
Processing Guidelines. This chapter is set
up as an Adobe Acrobat file ("pdf") so that
the CARES and KIDS screen prints can be
viewed properly. To use it, go to the Food
Stamp Handbook and open  Appendix Ch.
25.

In the future, the Online Handbook will
contain many links to Appendix Ch. 25, so
that both policy and procedure can be found
in one place. The logic flow and appendix
chapters will continue to list straight policy,
but where appropriate, you'll be able to link
to Appendix Ch. 25 for case examples,

screen prints, and case processing
guidelines.

Refresh
Are there too many folders of the Online FS

Handbook open, making it hard
to move around and find chapter
titles? Just click on your web
browser's "Refresh" button to
close all folders. In Internet

Explorer, it's found on the toolbar at the top
and looks something like this.

We Want to Know…

What do you think about “The Food Stamp
News?” Is there something you’d like to see
in a future issue? Do you have a burning
question that you’d like to have answered? 

Please send your comments regarding the
newsletter to Sara Pynenberg. We look
forward to hearing from you on ways to
make this your best source of valuable FSP
information!

Newsletter Team
Manager: Sara Pynenberg
Editor: Jenny Thompson
Publisher: Dave Hippler
Contributing Members: Lisa Hanson, Marcia
Williamson, Mike McKenzie

Send articles or comments to Sara at
sara.pynenberg@dwd.state.wi.us. 

http://www.dwd.state.wi.us/dws/onspi/pdf/ch25ProcessingGuidelines.pdf
http://www.dwd.state.wi.us/dws/onspi/pdf/ch25ProcessingGuidelines.pdf
mailto:pynensa@dwd.state.wi.us
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